PENGARUH KUALITAS PELAYANAN, FASILITAS, DAN LOKASI TERHADAP KEPUASAN KONSUMEN DI ROLLAAS COFFEE AND TEA KERTAJAYA, SURABAYA by VIOLITA, SARA LOVINA
PENGARUH KUALITASPELAYANAN,FASILITAS,DAN 
LOKASITERHADAPKEPUASAN KONSUMEN DIROLLAAS 
COFFEEAND TEAKERTAJAYA,SURABAYA 
 
 
 
 
 
 
 
SKRIPSI 
 
 
 
SebagaiSalah SatuPrasyarat 
Untuk MemperolehGelar SarjanaEkonomi 
 
 
 
 
 
 
 
 
Oleh: 
 
SARALOVINAVIOLITA 
 
14110021 
 
 
 
 
 
 
 
 
PROGRAMSTUDIMANAJEMEN PERHOTELAN 
FAKULTASEKONOMI 
UNIVERSITASKATOLIK DARMACENDIKA 
SURABAYA 
2018
PENGARUH KUALITASPELAYANAN,FASILITAS,DAN 
LOKASITERHADAPKEPUASAN KONSUMEN DIROLLAAS 
COFFEEAND TEAKERTAJAYA,SURABAYA 
 
 
 
 
 
 
 
SKRIPSI 
 
 
 
 
 
 
 
 
 
 
 
 
Oleh: 
 
 
 
 
 
SARALOVINAVIOLITA 
 
14110021 
 
 
 
 
 
 
 
 
 
 
PROGRAMSTUDI MANAJEMEN PERHOTELAN 
FAKULTASEKONOMI 
UNIVERSITASKATOLIK DARMACENDIKA 
SURABAYA 
2018
  
  
  
  
 
  
  
 
  
 
KATAPENGANTAR 
 
 
 
 
Pujisyukur kepadaTuhan YesusKristusatasrahmat dan karunia-Nya 
sehinggasayadapatmeyelesaikanpenelitiandanskripsiyang berjudul:“Pengaruh 
KualitasPelayanan,Fasilitas,danLokasiTerhadapKepuasanKonsumendiRollaas 
Coffeeand TeaKertajaya, Surabaya”. Skripsi inidilakukan untuk memenuhi salah 
satu syaratkelulusandalammeraihderajat Sarjana Ekonomi(S.E.) programStrata 
Satu (S1) Fakultas EkonomiUniversitas Katolik DarmaCendika. 
Selama penelitiandanpenyusunanlaporanpenelitiandalamskripsiini, 
penulistidakluput daribanyakkendala.Kendalatersebutdapatdiatasipenulis 
berkatadanya bantuan, bimbingandandukungandariberbagaipihak, olehkarena itu 
penulis ingin menyampaikan rasaterimakasih sebesar-besarnyakepada: 
1. RomoDr.Y.BudiHermanto,M.M.selakudosenpembimbingyangtelah 
mengorbankan waktu,tenaga,danpikiran untukmembimbing serta 
memberikan saran dalammenyelesaikan penelitian skripsi ini. 
2. Ibu Thyophoida W.S.P., S.E., M.M. selaku Dekan Fakultas Ekonomi 
UniversitasKatolikDarmaCendikadanDosenPengujiyang jugabanyak 
membantu memberikanmasukan dalam perbaikan skripsi saya. 
3. IbuLilikIndrawati,S.E.,M.M.selakuKetuaProgramStudiManajemen 
UniversitaskatolikDarmaCendika,DosenWali2014-2018yang banyak 
membantudalamperwaliansetiapsemester,danKetuaTimPengujiyang 
sudah banyak membantumemberikan kritik dan saran terhadap skripsi saya. 
 
 
 
 
 
 
 
 
 
i
  
 
4. BapakFaizaldanbapakRobby selakuCaptainsertaseluruhstaffdiRollaas 
CoffeeandTeaKertajayayang telahbanyakmembantudalamproses penelitian 
dan pengumpulan data. 
5. Orangtua,kakak,adik,danseluruhkeluargasayayangbanyakmemberikan 
motivasi,semangat,dukungan,dandoa selamasaya berkuliahhingga 
penyelesaian skripsi. 
6. Risdi Destavianus yang telah memberikan saya banyak dukungan dan 
semangat dalam berkuliah dan menyelesaikan skripsi. 
7. Mas Muhsin yang telah banyak membantu sayadengan memberikan 
semangat, dukungan dansaran dalam menyelesaikan skripsi. 
8. Sahabat-sahabatsaya,Jacqueline,Desy,MbakWhina,Puri,Nia,Aris,Rina, 
Carlos,MasAkmal,Okky, Endjell,Puspa,danRahtiyangtelahmemberikan 
banyak dukungan dansemangat dalam menjalani perkuliahandan 
penyelesaian skripsi. 
9.     Seluruhteman-temanangkatan2014khususnyaProgramStudiManajemen 
 
Perhotelanyangsudah membuat sayabersemangat menyelesaikan skripsi. 
 
10. Seluruhsaudara-saudarasayadiYouthBethanylebakArumyangsudah banyak 
memberikan semangat dan doa agar dapatmenyelesaikan skripsi. 
11. Seluruh pihak yang tidak dapat saya sebutkan satu-persatu yang telah 
membantu terselesaikannyaskripsi saya. 
Surabaya, Juli2018 
 
 
 
 
 
 
 
Penulis 
 
 
 
 
ii
  
 
DAFTARISI 
 
 
 
 
KataPengantar  ..................................................................................................i 
DaftarIsi.............................................................................................................iii 
DaftarTabel........................................................................................................viii 
Daftar Gambar...................................................................................................ix 
DaftarLampiran................................................................................................x 
Abstrak................................................................................................................xi 
BAB I PENDAHULUAN...................................................................................1 
1.1 LatarBelakang...............................................................................................1 
 
1.2 Rumusan Masalah..........................................................................................6 
 
1.3 Tujuan Penelitian...........................................................................................6 
 
1.4 Manfaat Penelitian.........................................................................................7 
 
1.5 Manfaat Teoritis.............................................................................................7 
 
1.6 Manfaat Praktis..............................................................................................7 
 
BAB II TINJAUAN PUSTAKA........................................................................8 
 
2.1Landasan Teori...............................................................................................8 
 
2.1.1 Kafe.............................................................................................................8 
 
2.1.1.1 DefinisiKafe............................................................................................8 
 
2.1.1.2 Standar UsahaKafe..................................................................................8 
 
2.1.2 Kualitas Pelayanan......................................................................................12 
 
2.1.2.1 DefinisiKualitas Pelayanan.....................................................................12 
 
2.1.2.2 Membangun Kualitas Pelayanan..............................................................13 
 
2.1.2.3 Strategi Meningkatkan Kualitas Pelayanan.............................................13 
 
 
 
 
iii
  
 
2.1.2.4 Faktor-faktor KurangnyaKualitas Pelayanan..........................................14 
 
2.1.2.5 Dimensi Kualitas Pelayanan....................................................................16 
 
2.1.3 Fasilitas.......................................................................................................16 
 
2.1.3.1 DefinisiFasilitas ......................................................................................16 
 
2.1.3.2 Jenis-jenis Fasilitas ...................................................................................17 
 
2.1.3.3 Faktor-faktor Keputusan Desain Fasilitas................................................17 
 
2.1.3.4 Dimensi Fasilitas......................................................................................18 
 
2.1.4Lokasi..........................................................................................................18 
 
2.1.4.1 DefinisiLokasi.........................................................................................18 
 
2.1.4.2 Jenis InteraksiyangMempengaruhiLokasi.............................................19 
 
2.1.4.3 DimensiLokasi........................................................................................19 
 
2.1.5 KepuasanKonsumen...................................................................................20 
 
2.1.5.1 DefinisiKepuasan Konsumen..................................................................20 
 
2.1.5.2 Manfaat TercapainyaKepuasan Konsumen.............................................21 
 
2.1.5.3 Pengukuran Kepuasan Konsumen............................................................21 
 
2.1.5.4 Dimensi Kepuasan Konsumen.................................................................22 
 
2.1.6 Pengaruh AntarVariabel.............................................................................23 
 
2.1.6.1 Pengaruh Kualitas Pelayanan TerhadapKepuasan Konsumen................23 
 
2.1.6.2 Pengaruh Fasilitas Terhadap kepuasan Konsumen..................................24 
 
2.1.6.3 PengaruhLokasiTerhadap Kepuasan Konsumen....................................24 
 
2.2 Penelitian terdahulu........................................................................................25 
 
2.2.1 Penelitian Terdahulu 1................................................................................25 
 
2.2.2 Penelitian Terdahulu 2................................................................................26 
 
2.2.3 Penelitian Terdahulu 3................................................................................27 
 
 
 
 
iv
  
 
2.3 RerangkaPemikiran.......................................................................................28 
 
2.4 KerangkaKonseptual.....................................................................................29 
 
2.5 Hipotesis Penelitian........................................................................................29 
 
BAB III METODE PENELITIAN...................................................................31 
 
3.1 Obyek Penelitian............................................................................................31 
 
3.2 Pendekatan Penelitian dan SumberData........................................................31 
 
3.2.1 Pendekatan Penelitian.................................................................................31 
 
3.2.2 SumberData................................................................................................31 
 
3.3 Variabel Penelitian.........................................................................................32 
 
3.4 DefinisiOperasional Variabel dan Pengukurannya.......................................32 
 
3.4.1 Kualitas Pelayanan(X1).............................................................................33 
 
3.4.2 Fasilitas (X2)...............................................................................................33 
 
3.4.3Lokasi (X3).................................................................................................34 
 
3.4.5 KepuasanKonsumen(Y)............................................................................34 
 
3.5 Populasi dan Sampel......................................................................................35 
 
3.5.1 Populasi.......................................................................................................35 
 
3.5.2 Sampel.........................................................................................................36 
 
3.6 Metode danTeknikAnalisisData..................................................................37 
 
3.6.1 Metode........................................................................................................37 
 
3.6.2 Teknik AnalisisData...................................................................................38 
 
3.6.2.1 Uji Validitas.............................................................................................38 
 
3.6.2.2 Uji Reliabilitas.........................................................................................38 
 
3.6.2.3 Uji Asumsi Klasik....................................................................................39 
 
3.6.2.4 Uji RegresiLinier Berganda....................................................................42 
 
 
 
 
v
  
3.6.2.5 Analisa KoefisienDeterminasi (R2).........................................................43 
 
3.6.2.6 Uji F.........................................................................................................44 
 
3.6.2.7 Uji t..........................................................................................................45 
 
BAB IV HASILPENELITIAN.........................................................................46 
 
4.1 GambaranUmum Obyek Penelitian..............................................................46 
 
4.1.1 SejarahBerdirinyaRollaasCoffeeand TeaKeertajaya..............................46 
 
4.1.2 Struktur OrganisasiRollaasCoffeeand Tea...............................................49 
 
4.1.3 RollaasCoffeeand TeaKertajaya...............................................................50 
 
4.1.4 Visi Misi RollaasCoffeeand TeaKertajaya...............................................50 
 
4.1.5 ProdukRollaasCoffeeand TeaKertajaya..................................................51 
 
4.1.6 Fasilitas RollaasCoffeeand TeaKertajaya................................................54 
 
4.2 Uji Validitas dan Reliabilitas.........................................................................54 
 
4.2.1 Uji Validitas................................................................................................54 
 
4.2.2 Uji Reliabilitas............................................................................................55 
 
4.3 Deskripsi Hasil Penelitian..............................................................................56 
 
4.3.1 karakteristik Responden..............................................................................56 
 
4.4 AnalisaData...................................................................................................60 
 
4.4.1 Uji Asumsi Klasik.......................................................................................60 
 
4.4.1.1 Uji Multikolinieritas.................................................................................60 
 
4.4.1.2 Uji Heteroskedastisitas.............................................................................61 
 
4.4.1.3 Uji Normalitas..........................................................................................62 
 
4.4.2 Uji RegresiLinierBerganda.......................................................................63 
 
4.4.3 AnalisaKoefisienDeterminan (R2)............................................................64 
 
4.4.4 Uji F............................................................................................................65 
 
 
 
 
vi
  
 
4.4.5 Uji t.............................................................................................................67 
 
BAB V PENUTUP..............................................................................................72 
 
5.1 Kesimpulan....................................................................................................72 
 
5.2 Saran...............................................................................................................73 
 
DaftarPustaka....................................................................................................74 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
vii
  
 
DAFTARTABEL 
 
 
 
 
Tabel 1.1 Kafedi SekitarJalan Kertajaya............................................................3 
 
Tabel 1.2 Jumlah PengunjungRollaasCoffeeandTeaKertajaya.......................4 
 
Tabel 2.1 Standar Usahakafe...............................................................................9 
 
Tabel 3.1 Kategori Koefisien Korelasi.................................................................44 
 
Tabel 4.1 UjiValiditas.........................................................................................55 
 
Tabel 4.2 UjiReliabilitas.....................................................................................56 
 
Tabel 4.3 Jenis Kelamin.......................................................................................57 
 
Tabel 4.4 Usia......................................................................................................58 
 
Tabel 4.5 Pendidikan............................................................................................58 
 
Tabel 4.6 Pekerjaan..............................................................................................59 
 
Tabel 4.7 UjiMultikolinieritas.............................................................................60 
 
Tabel 4.8 Uji RegresiLinierberganda.................................................................63 
 
Tabel 4.9 UjiKoefisienDeterminan (R2)............................................................65 
 
Tabel 4.10 UjiF...................................................................................................66 
 
Tabel 4.11 Ujit....................................................................................................67 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
viii
  
 
DAFTARGAMBAR 
 
 
 
 
Gambar2.1 RerangkaPemikiran.........................................................................28 
 
Gambar 2.2KerangkaKonseptual.......................................................................29 
 
Gambar4.1 Struktur Organisasi RollaasCoffeeand TeaKertajaya....................49 
 
Gambar4.2 Uji Heteroskedastisitas.....................................................................61 
 
Gambar4.3 Uji Normalitas..................................................................................62 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
ix
  
 
DAFTARLAMPIRAN 
 
 
 
 
Lampiran 1 Surat TugasPembimbingSkripsi 
 
Lampiran 2Kartu Bimbingan Skripsi 
 
Lampiran 3 Surat Permohonan Melakukan Penelitian dan Pengambilan Data 
untuk Penelitian Skripsi 
Lampiran 4 Kuesioner Penelitian 
 
Lampiran 5 Rekap HasilKuesionerPenelitian 
 
Lampiran 6 Uji Validitas 
 
Lampiran 7 Uji Reliabilitas 
 
Lampiran 8 Karakteristik Responden 
 
Lampiran 9 AnalisaIndeks Tanggapan Responden 
 
Lampiran 10 Uji Multikolinieritas 
Lampiran 11 Uji Heteroskedastisitas 
Lampiran 12 Uji Normalitas 
Lampiran 13 Uji RegresiLinierBerganda 
Lampiran 14 AnalisaKoefisien Determinan (R2) 
Lampiran 15 Uji F 
Lampiran 16 Uji t 
 
Lampiran 17 Tabel Distribusi F 
Lampiran 18 Tabel Distribusi t 
Lampiran 19 Tabel Nilai-nilai r Product Moment 
 
 
 
 
 
 
 
 
 
x
  
 
ABSTRAK 
 
PENGARUH KUALITAS PELAYANAN,FASILITAS, DAN LOKASI 
TERHADAPKEPUASANKONSUMEN DIROLLAAS COFFEE AND TEA 
KERTAJAYA, SURABAYA 
 
Oleh: 
SARA LOVINA VIOLITA 
 
Kafemerupakanjenisusahadibidang jasayangdikelolabaikolehperoranganmaupun 
kelompok yang menawarkan penjualan makanan dan minuman kepada para konsumen 
untuktujuanmemperolehkeuntungan.DiSurabaya,terdapatpuluhankafedenganberbagai 
macam temayangditawarkan,salahsatunyaadalah RollaasCoffeeandTeaKertajaya. 
Penelitian inibertujuan untuk mengetahui:pengaruhkualitaspelayanan, fasilitas,dan 
lokasiterhadapkepuasankonsumendiRollaasCoffee andTeaKertajaya.Jumlahsampel yang 
ditelitiadalahsebanyak 100responden.Metode pengambilansampelmenggunakan teknik 
purposive samplingdengan simple randomsampling.Analisisdatadilakukan 
denganteknikkuantitatifmeliputiujivaliditas,ujireliabilitas,ujiasumsiklasik,ujiregresi 
linierberganda, analisadeterminan, ujiF, dan ujit. 
Berdasarkanhasilpengolahandatayangdiolahmenggunakanprogram SPSSversi20.0 
diperolehhasilbahwakoefisiendeterminasi(R2)dengannilaiAdjustedRSquaresebesar 
0,322yangberartibahwakontribusivariabelkualitaspelayanan,fasilitas,danlokasi 
terhadapvariabelkepuasan konsumensebesar32,2%dansisanya67,8%diterangkanoleh 
variabellainyangtidakdiajukandalampenelitianini. Pengujianhipotesismenggunakan 
ujiFdiperolehhasilFhitung16,670>Ftabel 3,09yangberartibahwakualitaspelayanan, fasilitas, dan 
lokasisecara simultan berpengaruh signifikan terhadap kepuasan konsumen. 
Pengujianhipotesismenggunakanujit,padavariabel kualitaspelayanandiperolehhasil 
bahwathitung3,179>ttabel1,98494dengannilaisignifikansi0,002<0,05sehinggahipotesis 
1 yang menyatakan kualitas pelayanan berpengaruh signifikan terhadap kepuasan 
konsumendiRollaasCoffeeandTeaKertajayaSurabayadapat diterima.Padavariabel 
fasilitasdiperoleh hasilbahwa thitung0,715 < ttabel1,98494 dengan nilaisignifikansi0,476> 
0,05sehinggahipotesis2yangmenyatakanfasilitasberpengaruhsignifikan terhadap 
kepuasankonsumendiRollaasCoffeeandTea KertajayaSurabayaditolak,danpada 
variabellokasi diperolehhasilbahwathitung1,702<ttabel1,98494dengannilaisignifikansi 
0,092>0,05sehinggahipotesis3yangmenyatakanlokasiberpengaruhsignifikanterhadap 
kepuasan konsumen diRollaasCoffee and TeaKertajaya Surabaya ditolak. 
 
 
 
 
 
 
KataKunci:Kualitas Pelayanan, Fasilitas, Lokasi, dankepuasan Konsumen 
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ABSTRACT 
 
THEINFLUENCEOF QUALITYOFSERVICE,FACILITIES AND 
LOCATIONSON CUSTOMERSATISFACTIONIN ROLLAASCOFFEE AND 
TEAKERTAJAYA, SURABAYA 
 
By: 
SARA LOVINA VIOLITA 
 
Cafeisatypeofbusinessinthefieldofserviceswhomanagedby individualsorgroups 
whoofferfoodandbeveragetoconsumersforthepurposeofobtainingprofits.InSurabaya, 
therearedozensofcafeswith avariety of themesoffered,oneofwhichisRollaasCoffee and Tea 
Kertajaya. Thisstudy aimsto findout:the influence ofservice quality,facilities, 
andlocationoncustomersatisfactioninRollaasCoffeeandTeaKertajaya.Thenumberof 
samplesstudiedis100respondents.Samplingmethodusingpurposivesamplingtechnique 
withsimplerandomsampling.Thedatawasanalyzedusingquantitativetechniquesinclude 
validity,reliability,classicassumption test,multiplelinear regression,analysisofthe 
determinants, F testandttest. 
BasedontheresultsofdataprocessingprocessedusingSPSSversion20.0,theresultofthe 
coefficientofdetermination(R2)withthevalueofAdjustedRSquareis0.322,which 
meansthatthecontributionofservicequality,facilitiesandlocationvariablestothe 
variablecustomersatisfactionis32.2%andtheremaining67,8%areexplainedbyother 
variables whonotproposedinthis study.HypothesistestingusingtheFtestfoundthatthe 
qualityofservice,facilities,andlocationsimultaneouslyhaveasignificanteffecton 
customersatisfaction. 
Hypothesistestingusingttest,onservicequalityvariablesobtainedtheresultthattcount 
3.179>ttable1.98494witha significancevalueof0.002 <0.05.Hypothesis1which shows 
significantqualityofcustomersatisfactioninRollaasCoffeeandTeaKertajayaSurabaya 
canbeaccepted.Inthefacilityvariable,itisobtainedthattcount0,715<ttable1,98494with 
significancevalue0,476>0,05Hypothesis 2whichstatedthatfacilitysignificantly 
influencetoconsumersatisfaction inRollaasCoffeeandTea KertajayaSurabayais 
rejected,andatlocationvariableobtainedresultthattcount 1,702<ttable  1.98494witha significance 
value of 0.092>0.05Hypothesis3whichstatesthatlocationhasasignificant effecton 
customersatisfaction in Rollaas CoffeeandTea Kertajaya Surabaya isrejected. 
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